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GHAFTK& I
INTRODUCTION
In Wartime, the American Red Cross is Sfwytiher* known but
little understood. Some of its more dramatic activities, such as
the gathering of blood donations, the preparation of surgical
dressings and the making of sweaters and oth^r garments for service-
men and refugees, are familiar to nearly everyone. Much less well
understood is Home Service, that section of Red Cross which exists
primarily to serve the relatives and friends of men and women in
service and also assists ex-service men.
Home Service is actually a case working agency, separate
from the rest of Red Cross, and in the larger cities is staffed by
professionally trained case workers. In Peacetime, its function is
the same, but as the volume of its w rk is largely dependent upon
the size of the Armed Forces, it was only with the coming of War
that Home Service took its equal place alongside the other social
agencies in the community. That its place is not always recognized
by the other agencies is probably largely chargeable to & lack of
understanding of its function.
Besides serving as a liason between servicemen snd their
families at home and offeri g relief and case work service to these
families, Home Service has another and quite different function.
mm
Through its Foreign Inquiry and Communication service, it provides
the only means of communi cation between people in this country and
their relatives and friends in belligerent and occupied countries.
Although, it comes into contact with many distressing personal
problems, in Boston, this service is primarily of a clerical nature
and is qul*e distinct from the other work of Home Service.
Cases come to Home Service by four different means - personal
application, wire, letter and telephone. Because it presented a new
problem and one unfamiliar to most social agencies, we became inter-
ested in that section of intake which comes through the medium of the
telephone. In this report, "cases" will refer, as in other social
agencies, to recorded cases. As will be seen later, telephone intake
cover3 both cases and requests for information on which no case is
made. This report is based upon a study made of the telephone in- •
take of Home Service of the Boston Metropolitan Chapter, American Red
Cross, for the two-week period between April 12 and April 25»
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CHAPTER II
ORGANIZATION OF HOME SERVICE WITH PARTICULAR REFERENCE TO SYSTEM OF
HANDLING TELEPHONE IIvTAKE
As may be seen from Chart I, Home Service is but one of many
services in the Chapter organization. Wltta. the declaration of War
and the consequent expansion of the Armed Forces, Hone Service was
presented with a greatly increased volume of -work and expanded far
beyond the bounds of its usual place in the Chapter. It became
necessary to increase the number of case workers from four to the
April 1943 total of twenty-two and to move to new quarters outside
the Chapter House. Some idea of the increase in the work may also
be gainel from the fact th«t in March 1942 there were 1293 cases
under e&re, while In March 1943 thyre were 4501. In the latter
north, the intake was 2496 recorded cases, exclusive of Foreign
Inquiry.
Home Service was not departmentalized u. til January 1943
(see Chart II), except that Foreign Inquiry had been set up as a
separate section, with a paid supervisor and a staff of volunteers.
The case workers did all typed of work. In January 1943* a reorgan-
ization was effected and as shown in Chart III, separate departoents
were set up for Intake, Family Service, Student Training, Volunteer

and Volunteer Training, Branch Home Service and Foreign Inquiry, with
a supervisor in charge of each. Foreign Inquiry and Branch Home
Service, which coordinates and supervises the Rome Service work in
the snail volui teer Branches in surroundir.g towns, are separate from
the main hody of Home Service and are under the direct supervision
of the Ilrector of Home Service. Under the plan of reorganization,
the case workers were divided equally between Intake and Family
Service, although the latter subsequently had more workers. Family
Service is responsible for continued case work service, aa dis-
tinguished from the shorter contacts of Intake, and cases requiring
longer service are transferred from Intake to Family Service.
With the departmentalization of Home Service, one problem
stood out in unexpected relief. No special provision had been made
for telephone intake. Prior to the great increase in the work of
Home Service, incoming telephone calls were not an especial problem.
They were handled by the whole staff - Director, Office Manager,
Receptionist and case workers - whether they referred to specific
cases or were inquiries regarding military regulations or Home Service
policy and function.
When the numbers of people in the Armed Forces were greatly
enlarged and the casualty lists started to coiae out, there csuue to
Home Service an increasing number of telephone requests for infor-
mation. For example, many relatives telephoned to a3k how to file
allotments, how to get more specific information about men reported
missing in action, how to communicate with servicemen overseas, the

location of military c-jrips and the regulations regarding visiting
and the policies of Home Service regarding relief if the applicant's
funds should become exhausted before the receipt of the Government
allotment. In this type of call, the applicant was usually not
identified and no case was made.
A case was made and action Initiated for another type of call.
These calls were chiefly requests for assistance in securing an
emergency furlough for men in camps in this country in order that they
might come home because of the death or serious illness of a close
relative. In this same category, came requests for assistance in se-
curing extension of furloughs because of a continuing family emergen-
cy and requests for welfare reports on men either known to be hospi-
talized or unheard from for a long period of time.
In addition, there wa3 an Increasing number of calls from
people who presented problems which could not be adequately dealt
with over the telephone. A brief explanation of the services offered
by Home Service was given and an appointment was made for an office
interview. In some instances when the applicimt was unable to come
to the office and the need was apparently immediate, arrangements
were made for an emergency home visit, even though the family had
not been previously known to Home Service.
It will be noted that all the call 3 described above were in-
take, that is, they did not relate to an active or closed case. In
most instances, the person calling, whether servi cem aa , relative or

worker from another ageney, directed the call merely to Home Service
and did not ask for a specific worker. It also frequently happened
that when a worker was asked for by name, it was merely because she
was known to the calling agency worker from previous contacts and
not because she had information about the specific problem involved.
These telephone calls which are not addressed to a particular worker
on an open or closed case are called undirected and in all subsequent
references to telephone calls, their undirected nature should be
understood.
With the departmentalization of Home Service, the switchboard
operator was instructed to channel all incoming undirected calls to
the Intake Department. In addition, it was arranged that all re-
quests for reports on closed cases should be directed to the Intake
Supervisor, the Family Service Supervisor or the Assistant Director.
Because such calls are automatically referred to the supervisors,
they are not regarded as undirected, even though the supervisor is
not asked for by name. Calls to specific workers on their active
cases are, of course, not considered undirected.
Under the new plan, the Intake Department case workers were
assigned to telephone duty on certain days and at those times did
nothing but take incoming calls. It soon became apparent that the
volume of incoming undirected telephone calls was so great that the
Intake workers could not handle them and have sufficient time left
to fulfill their primary function, the interviewing of applicants
who came in person to the office. It was impossible to gauge exactly
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the extent of this problem because no record of any kind was kept
of the incoming calls, either as to number or typo. Even those
which were made into cases were recorded merely as general intake,
with no record kept as to the number which came in by telephone.
It was the general impression of the In^tJce workers that many of
these undirected calls were for information only and the opinion
was expressed that clerical workers could satisfactorily handle them.
In March 19^3» when the possibility of hiring one or more
new workers to work exclusively on telephone calls was being con-
sidered, this study was projected. Its purpose was to try to answer
in some measure the following questions*
1 jw What is the volume of incoming undirected tele-
phone calls? How does the flow vary from day
to day?
2 - T#nat is the present system of handling the un-
directed telephone calls and is it sufficiently
flexible to accomodate the anticipated con-
tinuing increase in the volume of calls?
3 - From what sources do these calls come? Toes it
appear that the public knows and understands the
services offered by Home Service? To what extent
are other social agencies making use of Home
Service?
U - What seem to be the needs presented in these calls
and what efforts are made by the workers to meet
them? It was hoped that the answer to this question

might provide guidance in the selection of the pro-
posed new workers, that is, whether they should he
clerical workers or trained case workers.
This problem of telephone intake is directly a result of the
War Emergency and because of the continued increase in the numbers of
men and women in the Armed Forces and the expectation that prolonged
separation of families will re ult in an increasing number of family
difficulties, it appears probable that telephone intake will be an
increasing rather than a decreasing problem.

CHAPTER III
MSTH.OLQLOGY
Selection of Sample
Estimates of the number of undirected call 6 received each
twenty-four hours varied from fifty to one hundred and fifty. These
estimates were largely based on the personal impressions of workers who
had handled calls. In addition to calls received during office hours,
we were also interested in the after-hours calls. Because much of its
work is of an emergency nature, Home Service maintains regular tele-
phone service for the public every evening until ten o f clock and on
Saturday afternoons end Sundays. This service is given by volunteers
under the direction of the Supervisor of Volunteers but a case worker
is always available for consultation by telephone. At the time this
study was proposed, the after-hours work was handled at the Chapter
House and the Kome Service office, located some distance away, was
closed. The fact that the after-hours workers did not have access to
the Home Service Master File and case records imposed an obvious
limitation. It was decided to trajtisfer this after-hours service per-
manently to the Home Service office and the move was made on the day
on which this two-week study was etsrted. These after-hours calls
are all undirected.

A two-week period was chosen for the study because at
the rate of the minimum estimate, such a period would cover the re-
ception of 700 calls and it was felt that this number would be suf-
ficient to insure a fairly complete sampling of the volume and types
of call3. With regard to the after-hours calls, it appeared that the
propose 6 length of time, including two week-ends, would be adequate
to provide a fair sample. A two-week period would allow for day to
day variation in the number and types of calls and would be of suf-
ficient length to justify a statement regarding the average daily
volume. It also appeared that in a period of two weeks, it would
be possible to secure 8 complete count of the total number of differ-
ent people who handled these calls, a3 some workers were assigned to
this duty only occasionally.
Preparation of Schedule
In preparation for the drawing up of a schedule with which
to record the calls, the writer kept a record of the source and type
of approximately 150 consecutive calls which came to her when she was
on telephone duty. In this connection, it might be mentioned that
after all calls were channeled to the Intake Department, the second-
year students continued to work on them one day a week for purposes
of training. These 150 calls were classified and the resulting out-
line was further tested in practice with the assistance of other
workers. The schedule in its final form was the result of this ex-
perimentation.
Gathering of Data
The following plan was used for the gathering of data. A

separate schedule was kept each day by each worker who handled any in-
coming undirected calls. Not all of these people t ok calls every day,
but a total of sixteen regular workers and six volunteers completed at
least one schedule. This is exclusive of after-hours calls, which were
recorded on one sheet each time, rather than being kept by individual
workers. Several workers only occasionally received calls and they
returned a total of sixteen schedules on which no ells were lis+ed.
Eighty-five day schedules were completed. This number includes
three which were not used because they were inaccurately filled out.
These three schedules were submitted by volunteers who were orbing on
telegrams, a part of the work which will be described in the following
section. In addition to the eighty-five day schedules, there were
fourteen completed for after-hours calls.
Limitations
A legal Holiday (April 19th) occurred in the second week of
the period under study and although the Home Service office was open,
the number of incoming calls was probably affected.
After this study was projected, two Junior Case Workers were
employed to work exclusively with undirected telephone calls. The
beginning of their employment coincided exactly with the first day of
this survey and by the end of the two-week period, calls were being
channeled to them, with a resultant reduction in the •spread of calls
over many workers.

Thi3 study was further complicated by the fact th&t Heme
Service uses volunteers, ^hoee hours of service &.re usually irregu-
lar. Not only are volunteers used for after-hours calls, as previous-
ly mentioned, but during the day they handle the bulk of the telegram
v:ork. This section of Intake derds chiefly with requests for emergen-
cy furloughs and extension of furloughs end is of such volume as to
have required the installation of a teletype machine in the Home
Service office, I
Although it ?;"as not possible to have general instruction
in the use of the schedule, with the exception of the volunteers,
each person using it received some instruction regarding classifi-
cation of calls. The volunteers received some guidance from their
supervisors, but because of the irregularity of their service, not
all of them had an opportunity to become thoroughly femiliar with
the schedule.
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CHAPTER IV
ANALYSIS OF DATA
For the purposes of clarity and convenience, the analysis
will follow the general outline implicit in the questions proposed
in Chapter II - that is, briefly, the volume and flow of calls, the
system under which they are handled, the sources from which they
corae and the problems presented.
Volume and Flow of Calls
Table I, on page 17» shows the total number of undirected
telephone calls reported for the entire period of the study. The
daily totals are subdivided into calls received during office hours
and those received sfter hours. This was done because the system
which we were studying involved primarily the calls during office
hours, but we also wished to know the volume of after- hour's calls
for the purpose of estimating the volunteer service needed.
The calls are listed by days of the week in order to show
the flow from day to day and how it varies with the day of the week.
From the data presented in this table, it will be seen that the great
bulk (36.?$) of calls comes duriiig office hours and that relatively
few calls are received after hours. Later, in the discussion of Table
VII, it will appear that considerably more than one half of the after-
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hours calls deal with requests for furloughs and extension* of furlough
and it seems probable that this fact h^s some bearing on the week-end
concentration of after-hours calls noticeable in Table I. The week-
end seems to be a particularly attractive time for a furlough. In
addition, there is the probably even more important fact that over the
week-end other agencies are closed and Home Service no doubt receives
calls that Tcould normally go to them. On the basis of the fourteen
days of the study, the average number of calls received in any one
after-hours period is 11. 5» tint as will be seen from this table, this
number is not truly representative. Even Kith the small number of
calls received on the second Monday, which was a legal Holiday, 62. 7^
of the after-hours calls were received on Saturday, Sunday or Monday.
In the case of the calls received during office hours, no
such great concentration is seen, although Tuesday and Wednesday of the
first week were quieter than the ends of the week. It is the opinion
of various persons who have handled calls that the volume of day calls
is affected more by the weather and reports of military action than by
days of the week. Rainy days seem to bring more calls than sunny ones,
with the possible explanation that some people will telephone in bad
weather but come to the office if the sun shines, Although no figures
are available to substantiate this statement, it is felt that announce-
ments of military and naval disasters are followed by an increased
number of requests for information.
On the basis of this study, which covered ten full and two
half days of office hours, the average number of undirected telephone

cells received by Borne Senrics on any one day during office hours was
95»2. However, personal observation and statements made by persona
completing the schedules indicate that they do not present a complete
tally of the calls received. When the pressure of incoming calls was
considerable, recording of these calls was often not done immediately
and was therefore sor.a times incomplete. To estimate conservatively,
i,t appears probable that the figures given represent at least two-
thirds of the day-time calls actually received. However, indications
are that this failure to record all the incoming calls was constant
and that it in no way affected the picture of the day to day flow of
calls.
The grand total of 1203 calls is considerably larger than
the minimum estimate made when this study was proposed and therefore
seems to insure an adequate sample of the variety of calls. Because
the after-hours calls were not. evenly distributed during the week and
.because the day-time calls covered ten full and two half days, while
the after-hours calls covered fourteen periods, it is not possible to
give a figure which will adequately represent the average number of
calls received in each twenty-four hours. For this reason, averages
are given only by days and after-hours.
Operation of the System of Handling Calls
Because the after-hours wrk is undifferentiated, that is,
any volunteer on duty handles anything that comes in, whether telephone
call or wire, this discussion of the system for handling calls will bi
limited to the calls received during office hours.

Table II, on page 21, shows the number of different workers
who took undirected telephone calls on each day of the study. For
purposes of clarity and to show the operation of the system, the work-
ers are grouped in categories, rather than listed indiTi dually. Only
in the cases of the Intake Supervisor and the Telegram Clerk is the
but one person in the category. A total of sixteen differ nt regular
workers and six volunteers submitted at least one schedule, but as will
be apparent from this table, no more than ten workers took calls on any
one day.
Table III and Table IV, on pages 22 and 23 Ttfffi ctively,
should be considered along with Table II. Together, they show something
of the operation of the system of handling telephone calls and the
changes that took place during the period of the study.
As has been mentioned previously, the system in operation
at the beginning of the study called for the channeling of all incoming
undirected telephone calls to the Intake Department. Intake case work-
ers were assigned to telephone duty in rotation. In addition, on three
cays each week, second-year students handled calls. It should not be
understood that the figures in Table II represent in all cases v.ork^rs
who spent full days on calls, as in some instances, they were on duty
only during lunch hours and the 3tudents sometimes worked only half
days.
When it became obvious that the incoming calls imposed too
heavy a burden on the regular staff, two new workers were employed to
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work exclusively on telephone calls. They were recent college graduates
and were hired as Junior Case Workers. In the tables, they are listed
as Telephone Workers and they be.an their employment on the day on which
this study was started. As they were unfamiliar with Home Service, the
first few cays were devoted largely to observation and to taking calls
under the guidance of experienced vorkars. As will be seen from Table
III, they gradually assumed an increasing share of the burden of calls
and in the second week of the study, they had almost entirely relieved
the Intake case workers of telephone duty. This change is also indicated
in Table II, which shows an average of 8.3 different workers handling
calls the first week and only 5*3 the second week. The hours of these
new workers were so arranged that it was unnecessary in the second week
for other case workers to cover during lunch hours.
Table III shows the actual number of calls reported by workers
in different categories for each day of the study. The figures are
given in full because they show clearly the effect of the employment
of the new Telephone Workers and the subsequent effort of the switch-
board operator to channel all incoming undirected calls to them.
Prior to the period of study, the Receptionists had also been taking
many calls. Duri g the first week of the study, they were still getting
some, but in the second week, they reported only six calls. A compari-
son of Table II and Table III will show that the number of workers in
any category bears little relation to the number of calls received. For
example, the Intake Supervisor reported more calls than any other cate-
gory of workers, but, with one exception, every other category included
more workers.

Of the eight categories into which the workers were divided,
four could not be expected to be much affected by the employment of
the new Telephone Workers. The Director and Assistant Director have
for some time been largely relieved of general undirected calls, but
because of the nature of their positions will probably continue to
receive occasional cells, as, for example, complaints. The Telegram
Clerk will also probably continue to receive an occasional call when
her volunteers go off duty before closing time. The Telegram Clerk
directs the volunteers who handle that section of the telegram work
which has to do with emergency furloughs, requests for extension of
furloughs, etc. Because these volunteers handle all this work, it
does not appear that the volume of calls they receive will be much re-
duced by the employment of the telephone workers. The same is true of
the students. Because they are assigned to telephone duty as part of
their training, they will continue to receive calls. However, when the
students leave, the Telephone Workers probably will automatically take
on the extra calls and further reduce the number of workers taking
calls.
Four categories of workers, namely, the Intake Supervisor,
the Intake case workers, the Receptionists and the Telephone Workers
themselves, might be expected to be affected by the employment of the
Telephone Workers and the effort to channel all undirected calls to
them. That this is true is apparent from Table IV. The fact that
these four categories of v.orkers took 77*U% of the calls the first
week and 76.7$ the second week lends support to the statement that the
other four categories are relatively unaffected by the change in system.

Their proportion of the total number of calls is approximately the .same
for each week of the study.
Within the four categories of Intake Supervisor, Intake case
workers, Receptionists and Telephone Workers, however, there was con-
siderable change between the first and the second weeks. The two
Telephone Workers had relieved the Intake case workers and the Re-
ceptionists almost entirely of calls, those two categories only re-
porting 0.8$ and 1.2$, respectively, of all incoming calls in the
second week. In this week, the Intake ^pervisor and the Telephone
Workers took 7U»lfi of all calls. This concentration of the work in
the hands of three people is a marked change from the high point of
the previous week, when in one day, ten different people handled
calls. Besides the advantage of releasing the regular workers and
giving them more time to devote to their main functions, the concen-
tration of the telephone wrk in the hands of a few people also has
the advantage of affording a consistency in the interpretation of Home
Service policies and functions to the public and to other agencies,
which is less likely to result when many workers handle incoming
telephone calls. Although during the second week, the Intake ^iper-
visor was still taking 29,0% of all incoming undirected calls, as
against 41.1$ the first week, it is possible t^at as the telephone
workers become more familiar with their work, they will be able to re-
lieve her of even more of this burden.
Sources of Calls
Table V on page 28, shows the distribution of the total number of

undirected telephone calls by the sources of the calls. Relatives and
friends of servicemen made 79.0$ of all calls and during the after-hours
periods, 91.?$ of the calls came from this source. The larger proportion
from this source in the latter case is probably chiefly due to the fact
that social agencies and other Red Cross Chapters are closed. Friends
were included with relatives because a great many call3 are received
from fiancees, neighbors and well-'^shors, rho have a personal interest
in a particular serviceman or woman. The large number of calls received
from this source sesms to indicate some understanding and considerable
use of Home Service on the part of the public. However, it is the
opinion of the writer, based on her experience with calls, that there is
little understanding of the specific policies and functions of Home
Service but., rather, a conviction that if the problem involves a service-
man or his relatives, Home Service is the agency to call and that it will
do something, no matter what the problem.
The fact that eighty-eight calls from Red Cross Chapters,
Branches and Field Directors were recorded indicates that the Boston
Metropolitan Chapter is functioning as part of a national network. The
Field Directors are those Red Cross agents stationed at military camps
and naval stations.
Besides serving as a liason bet we n servicemen and their
families and offering service to these families as needed, Home Service
also give3 any necessary service to servicemen when they are on furlough
to this city. This fact largely accounts for the 5.3$ of the calls which
were received from servicemen.
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In considering the community understanding of Home Service, it
is interesting to notice that eighty-seven cells, or 7.2$ of the total
number, came from social agencies „ther than Red Crass. In the follow-
ing section, under the discussion >f Tsbles IX, XI, and XIII, there will
be some consideration of the types of problems which are referred by
social agencies. Because of the nature of its work, Home Service has
considerable contact with the local hospitals, parcicularly the Boston
City Hospital. Hov;ev«..r, undirected telephone calls have also come from
the Family V'elfare Society, Jewish Family Welfare Society, Massachusetts
Memorial Hospital, Boston Lying-in Hospital, Soldiers Relief Department
,
Aid to Dependent Children Department, Department of Public Welfare,
Boston Housing Authority, Talitha Cumi Home, Travelers Aid Society,
Catholic Charitable Bureau, New England Home for Little Wanderers ,the
Probation Department and various Service Clubs (as the Buddies Club).
This li3t is not complete, because in mo^t instances the workers failed
to record the name of the agency calling.
Observation of the actual filling in of the schedules indicates
that the recorded distribution as to source is probably not entirely
accurate. The accessibility of the "relatives and friends" column in the
schedule seems to have resulted ir a greater concentration on this source
than actually occurred in the calls.
Problems Presented in These Calls
Table 71, on oage 39, shows the distribution of all undirected
calls by the main classifications of the .jroblems presented. The first
distinction made when classifying a call is as to whether or not it in-
volves a case, with the applicant or person inquired about identified
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and some action by Home Service involved. In 60.7# of all calls, no
record of the call who made ana in most instances the applicant was
not identified. These "no case made" calls were of two main types -
for information and reassurance. Over two-thirds of them were requests
for information about military regulations, the filing of allotment
applications, Home Service policies, etc. These will be discussed in
more detail in connection with Table VIII.
Reassurance refers to a somewhat different type of call.
Although frequently some infonaation was giver., the chief service of
the worker was to be a sympathetic and understanding listener. Most of
these calls came from relatives and friends and dealt with such sub-
jects a3 the failure of aiail to get through and the desire of relatives
to get further information regarding men missing in action. Table XI
shows these calls in more detail. The "other" under "no case made" in
Table VI refers to miscellioieous calls which did not properly come under
either of the other two classifications. Of the thirty-five calls under
"oth-r", all but eight involved questions that could not be settled by
telephone and it was suggested thcit the applicant come to the office,
but no appointment was made, usually because the applicant was undecided.
The other main classification of call, opposed to "no case
made", is the call which involves a case. A3 will be seen from Table VI,
on oage 30, 39»3# of all undirected telephone calls were in this cate-
gory. This, again, has two divisions; that i&, calls regarding active
or closed Home Service eases and calls which caused a case to be initi-
_ated« TJfee^^tterjrefers to calls in response to ^hich a case record

was op-ned. In the first division, there v-ere seventy- fi ?e o*11g re-
ported. Of these, nine were from social agencies end almoft tw»-thirds
were from servicemen and their families regarding current .ire eases,
that is, inquiries as to whether requested furloughs or extensions of
furlough had been grant so. Because most requests for reports on closed
cases were directed to the supervisors and because the workers handling
call3 did not use this section of the schedule to any large extent,
even for calls regarding current wire cases, it will not be discussed
in further detail.
In the second division, thut is, calls in response to wMch
cases vere initiated by Home Service, fell 33.1$ of all undirected
telephone calls. These covered requests for assistance in securing
emergency furloughs because of death or serious illness in the family,
requests for emergency home visits when the applicant was in immediate
need and un-ble to come to the office, etc. They will be discussed in
more detail in connection with Table XIII,
Teble VII on page 33, shows similarly the distribution of
calls by problems for the after-hours service. It was to be expected
that a large proportion (actually 57.2$) of the after-hours calls would
involve initiating cases, as in iaany instances, the nead for an emergen-
cy furlough arises suddenly and after office hours. Hov-evcsr, the un-
expected showing made on culls for information and reassurance, £1*0)1 of
all the after-hours calls, suggests the necessity of having the volun-
teers who handle these calls familiar with Home Service policies and
community resources and understanding of the needs which make people
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telephone for reassurance.
Tsble VIII, on page 35» shows in detail the distribution as to
the specific problem presented of all telephone calls in which infor-
mation only was given. Many of the classifications are self-explanatory
end clearly indicate the fact that many of the calls reeulted from the
separation of families end the ebsence of the bread-v.lnrers. The first
item refers to postal regulations regarding cvorsees mail, when and how
packages may be sent to members of the Armed Forces abroad and similiar
subjects. The second item is concerned with military regulations cover-
ing visits of frienas and relatives to camps and the general conditions
under which furloughs and discbarges are granted. It does not cover
actual requests for furloughs. Although there is a rather general
scatter over nine of the ten problem classifications given, the largest
number of calls, 21.7^ of the total, was reported in this classification.
It is probable thet ::isny of these calls were a sounding-out of the possi-
bility of a serviceman's receiving a furlough.
The next largest classification is that having to do with the
filing of applications for allotments, claims and government insurance.
The calls included many requests for information a3 to vhere to secure
application forms, where to send them when completed and how to notify
the proper authorities of the beneficiary 1 s change of address. The
classification concerning eligibility for pensions and allotments
presents another phase of the same subject. It covers such questions
as to who is eligible for allotments, the amount that is granted to
families of different size ana to persons of different degrees of re-
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lationship to servicemen. If the two classifications concerned with
allotments and pensions are combined, the total number of ca4.1s on
this general subject makes it the largest category, or 22.1$ of all
the purely informational c;:lls.
Another prominent problem, to Judge from the calls reported,
is the question of Home Service relief policies. These had chiefly to
do with the circumstances under which Red Cross T ould give relief,
whether or not it provided layettes, the distinction between relief
from Red Cross and the Soldiers Relief Department, etc.
It was expected that there would be more complaints than were
reported, only two being shown. One of these was from a woman who had
previously telephoned to ask thet Home Service investigate the condition
of her son, whom she knew to be seriously ill in a Southern camp. A
wire was sent, but through an error, the fact that no answer was re-
ceived <Mt overlooked and the mother never got a report. It is true,
of course, that some complaints, such as the fact that a worker from
another agency may get a slightly different interpretation of govern-
mental regulations from different telephone workers, may be embodied
in another call and not listed separately as a complaint. Similarly,
several agencies and persona complained when calling back that a Home
Service worker had not identified herself by name when she called t'_em
and confusion had resulted.
Ths*other" classification, which included 11.1% of the infor-
mational calls, covers a groat variety of problems. Among them were
requests for services v/hich did not fall within the function of Home

Service, as requests for housekeeping service, end which in many in-
stances were referred to other ag&ncies.
Table IX, on page 32, also covers the problems involved in
the informational calls, but shows the sources from which the calls
came. As noted previously in the section on the sources of all the
undirected telephone calls, the bulk of the requests came from the
relatives and friends of servicemen in this category, also. The most
interesting fiiet sho^m in this table is the use made of Home Service
by other social agencies. Of the forty-eight informational calls re-
corded from t'lis source, 70.8$ appear to have involved some phase of
relief, 3uoh a3 questions concerning Red Cross relief policies or the
eligibility for and filing of allotments and claims for pensions. The
fact that four cells, or 3.3$ of the total from this source, concerned
services cot available from Home Service indicates that the function
and policies of Home Service are not entirely understood by some of
the other social agencies in the community.
Another fact that should be noted in Table IX is that the
second largest number of informational cells came from other Bed Cross
t.gencies, which included Chapters, Brer.cb.es and Field Directors. These
vere not calls on specific e&8«i but in most instances represented an
attempt on the part of Branches and smaller Chapters to get the latest
and authentic interpretation of military and governmental regulations
and Red Cross policies and t be location of other Red Cross facilities.
This apparent tendency/ of other Red Cross agencies to use the Home
Service of the large Metropolitan Chapter as an informational resource
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indicates the necessity of having the telephone workers accurately informed.
Table X, on page Z*0» shows the distribution as to types of all the
calls in which reassurance was the chief service given. The distinction
between this type of cell and the purely informational cells was not
always clear, but, in general, the calls in this ei-.tegory involved very
real problems about vhich little or nothing could be done. The caller
was very often a mother who was anxious about her son but trying to hold
on to her courage. The -worker had to be sensitive to the needs of the
person calling, to recognize the need for the release that comes from
telling one* s troubles to a sympathetic outsider and to know when to
listen and when to offer reassurance. She had to answer the person and
not just the telephone. However, from our observation, it did not appear
that all the persons handling telephone calls saw the difficulty and
importance of this type of call.
The first item in Table X refers to situations in which either
the serviceman or his.' family had not been r«ceivir. P3 mail regularly, but
which did r»ot seem to warrant an official Red Cross inquiry as to the
welfare of the serviceman. In many instances, the worker hfad to explain
that Wavy men and other personnel overseas are often unable to send mail
for considerable periods and that some mail has been lost in transit.
By far the largest number of requests, ^3.0% of all the calls in which
only reassurance was given, came under this heading.
The second item refars to situations in which the families of
servicemen had bean notified by the Government that the --en had been re-
ported as prisoners, missing in action, etc. No private or public agency
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can secure further information in such cases and it is a matter of
waiting for further details from the Government. Many applicitnts
seemed to want not just the information that there was nothing that
anyone could do, but also wanted to talk a little about their trouble.
The second largest number of requests in the category of reassurance
came under this heading.
The third item covered requests for furloughs in situations
in which it did not appear that Home Service could legitimately take
an active part. In many instances, the family was merely anxious to
see the servicemen or overestimated the seriousness of the illness of
s family member. Before vouching to the military authorities for the
necessity of an emergency furlough for a serviceman, Home Service is
obliged to verify illness with physicians or hospitals. In some in-
stances in which the fauily* s request sounded reasonable and the
telephone worker promised to assist in securing a furlough, a sub-
sequent check with medical authorities disclosed the absence of serious
illness and Home Service took no further action. It was not a matter
of policy in such instances to report back to the family the change in
plan and the reason therefor and it was not usually done, apparently.
There probably was some confusion in recording calls of this nature,
^s distinguished froa the purely informational calls regarding the
military regulations covering furloughs.
The nert item, which covers delayed allotments, had largely to
do with calls in which the worker, after determining that the appli-
cation for allotment had been properly filed, assured the applicant
4
that such applications were handled in the order received and advised
him merely to wait as patiently as might be. When this item is added
to the two items regarding allotments under informational calls, it
vdll be seen that 18,6% of all calls for information and reassurance
are related to allotments and pensions.
Not as many rumors were reported as was anticipated on the
basis of the preliminary survey made before the schedule was drawn up.
An e '.ample of this type of call is that received from a woman who said
that although she had heard within two days fr m her brother overseas
that he was well, an acquaintance had just told her that she had heard
that a third person had received a letter in which the brother said that
he was totally blind but was keeping it from his family. In this in-
stance, the applicant was advised to see the letter received by this
third person and she reported back later that the rumor was unfounded.
The item "per onal problems" covers a miscellaneous group
of calls which might be illustrated by the woman who telephoned to say
that she was planning to marry a soldier the following week but had
just heard that he had been previously married, date and place unknjvai.
She wished H;me Service to verify this previous marriage, if possible.
As she was not rilling to com'..; to the office to discuss the situation
in more detail, she was advised to think carefully before taking the
proposed step.
It is the feeling of the writer that these calls in which
reassurance is the chief service given actually involved, in many

instances, a form of short contact case w rk and required more skill,
experience and understanding than any other type of undirected telephone
call. It was noticeable when taking this type of call how many ..eople
thanked the worker for "just talking" to them.
Table XI, page Ul t 6eala also with the problems involved in the
calls for reassurance and shows their sources. As might be expected, a
great proportion of them, actually 89.5$> came from servicemen and their
relatives and friends.- The rest of the calls in this classification,
those from Red Cross and other social agencies, 7/ere doubtless also
prompted by concern for a particular serviceman , but is seems question-
able as to whether they should have been recorded here or under informa-
tional calls, because what was actually given was information itiich
would enable the calling agency to offer reassurance to the client.
Table XII, page U5$ * s concerned with the last basic class-
ification of undirected telephone calls, those on which cases were made.
They are quite different from the calls just discussed, because on these,
further action was taken by Home Service.
The first item covers calls which requested information as to
the welfare and whereabouts of servicemen, either in this country or
abroad, who had not been heard from for a considerable period and it also
covers requests for specific information about raen who were known to be
hospitalized.
The next two items cover calls in response to which Home
Service actually undertook to assist in the securing of emergency fur-
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loughs because of death or illness la the family and thG extension of
furloughs because of continuing family problems. When these two items
are combined, they cover 6l.0# of all the cells on which cases were
made. In response to requests such as those included under the first
three items, Home Service takes immediate action, usually in the form
of a wire to the Red Cross Field Director who is stationed at the camp
or ncival station where the serviceman is located.
Items four and five deal with problems which, si though service-
connected, primarily involved the family here at home and often included
requests for financial relief, fthen the wife of a serviceman telephoned
to say that she had just spent her last dollar and did not know where to
turn, the worker gave a brief description of the assistance that Home
Service might be able to offer and made an appointment for the wife to
come to the office to see an Intake worker. In some instances, when
because of illness or inability to leave small children, the applicant
was unable to come to the office, but the need was obvious, arrangement*
wera made to have a Family Service worker make an emergency home visit.
All the case writers are pressed for time and it is necessary for the
telephone worker to be able to distinguish between a real and an apparent
emergency. Taken together, these two items covored 19»0$ of all calls on
which cases were made,,
Item six refers to the fact that under certain circumstances
when commercial wire or cable service is not available, Home Service
will undercake to forward through its National headquarters in Washington
certain messages of a more or less emergency nature, by cable or radio,

to servicemen abroad.
The "other* classification includes miscellaneous calls on vihich
cases were made. An example of such calls is an attempt to reach a
serviceman regarding permission for an operation or emergency medical
consultation on his v;ife. Some relief cases are also included in this
classification. For example, under an agreement v.-ith the Travelers
Aid Society, in certain instances after-hours, following consultation
with the case vorker on night duty, The Travelers Aid may advance funds
up to flQ.OO to a stranded serviceman* instead of requiring that he
stay over and come to the Home Service office during office hours.
Table XIII, on page lg t shows also the problems involved in
calls on •siiich case3 were made and indicates the sources of the calls.
As in the cases of other types of calls, servicemen and their relatives
and friends were the chief sources. It v?as to be expected that this
would be particularly true in this classification because cases are
usually made only on the application of the prospective client.
The referral 3 from other Red Cross agencies seem to have been
largely telephone requests from near-by camps for verification of the
need for furloughs or investigation af to the welfare of a serviceman's
family.
Only twelve specific referrals were reported as having been
made by other social agencies. That this is not a complete picture
of the use made of Home Service by other agencies is indicated by the
fact that applicants often telephone or come to the office, saying
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that they have been referred by another agency.
The efforts of the persons handling undirected telephone calls
to meet the needs presented in these calls have been shown in some
measure in the foregoing discussion. Vfhen this study was projected, it
was hoped that it would be possible to secure a record of the referrals
that were made by the telephone workers to other agencies. A section
of the schedule was included for this purpose, but it was almost uni-
versally overlooked by the workers. Some types of calls, such as re*
quests for furloughs on which cases were made, almost invariably in-
volved referral to another agency, but although 21*1+ calls were reported
in this classification alone, a total of only sixty-eight referrals on
all types of calls was listed and sixty-one of these were to other Red
Cross agencies. However, there were records of referrals to the Legal
Aid Society, Family Welfare Society, Boston Provident Association, Aid
to Dependent Children, Department :f Public Welfare, Childrens Aid
Society and several hospitals or clinics. That the figures are not re-
liable is indicated by the fact that there were more agencies named
than there were referrals listed.
J
CHAPTER V
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS
Summary of Study Plan
Home Service is the case-working division of the Red Crjss and
serves, primarily, ex-service men and the families of men in active
service. With the greatly increased volume of wark incident to the War
and the expansion of the Armed Forces, it became necessary in Jenuary
1943 to departmentalize Home Service in the Boston Metropolitan Chapter
and at that time, a separate Intake Department was set up.
The intake of Borne Service comes hy four meaiLa - personal
application, wire, letter and telephone. Because it is a nev problem
and one unfamiliar to most social agencies, we have been concerned with
that portion of intake which comes through the medium of the telephone.
Of all the incoming calls, we were interested only in those which were
undirected, that is, those in which the person calling did not cirect
the c«ill to a particular worker on an open or closed case. Vie h ve
studied all the incoming, undirected telephone calls which were received
by Home Service over a two-week period la April 1943* At the beginning
of the study, four quBStions were proposed. They covered the volume
and flow of calls, the sources from which they came, the system by
which they were handl ed and the problems presented in the calls.

A schedule was prepared ana was used e<ach d^y by each worker
7*0 handled calls. Schedules were also kept for the after-hours service,
™;hich is the telephone service maintained for the public during evenings,
Saturday afternoons and Sundays, when the Home Service office is closed.
Figures were compiled by days, weeks, hours of service (office hours and
after-hours) , categories of workers and totals. The schedule provided
for tallying by the- problems presented and the sources from which the calls
came. This study was somewhat complicated by two facts; that Home Service
uses volunteers for most of the after-hours and part of the daytizne service
and that two new workers who were employed to work exclusively vith tele-
phone calls began their employment on the day on which this study started.
Conclusions
This study seems to have answered in some measure the questions
proposed beforehand. As regards the volume and flovr of calls, the final
tabulation showed a total of 1208 undirected telephone calls recorded
in the two-week period. The calls received during office hours were
86.7$ of the total and were rather evenly distributed throughout . the
period, with a daily average of 95«2 calls. Pecorcing of calls was
sometimes incomplete when the pressure of incoming calls was consider-
able and the best estimates available place this recorded number as
being approximately two-thirds of the daytiit/e calls actually received.
However, this failure to record calls seems to have been consistent
and not to h^ve affected the picture of the day to day flow of calls.
Only l6l calls were reported for the after-hours periods
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and these showed a much less even distribution than the daytime calls,
with considerable concentration on week-ends. Although the arithmetical
average of calls received in any one after-hours period was IX*5 i this
figure is not truly representative, because 62,7% of all after-hours
calls came on Saturday, Sunday or Monday.
At the beginning of the study, the system in operation provided
for the channeling of undirected telephone calls to the Intake Depart-
ments but the Receptionists took some of the overflow. The Intake case
warkers were scheduled for telephone duty on different days. On the day
that this study started, two new workers were employed to work ex-
clusively with telephone calls and as they became familiar with the work,
an effort was made to channel all calls either to them or to the Intake
Supervisor. That this channeling was largely achieved is indicated by
the fact that in the first week of the study, an average of 3.3 workers
handled undirected telephone calls dally, while in the second week, the
average was 5*3 workers daily. By the second week, the Intake case
workers and the Receptionists had been almost entirely relieved of calls,
reporting only 0.8$ and 1.2$, respectively, of all incoming calls for
that week. Approximately 2jf<. of the undirected calls were not affected
by the changing system. They were those taken by the Director, the
Assistant Director, the Telegram Clerk, telegram volunteers and the
students assigned to this duty for training purposes. Almost half of
these call 3 were taken by students.
In the second week of the study, 45- 7$ of all incoming un-
directed telephone calls were reported by the two new Telephone Workers

and they will probably take over the students1 calls when the latter
leave. This concentration of rork, 74.7% of all calls, in the hands
of three people, namely, the Intake Supervisor and the two Telephone
Workers, has not only the advantage of releasing other vorkers, but
also has the additional advantage of affording a consistency in the
interpretation of Heme Service policies and functions to the public
and to other social agencies, which is less lively to result vv.en
many workers handle telephone calls. Although during the second r.eek,
the Intake Supervisor was still taking 29.0$ of all incoming undirected
calls, as against 41.4$ the first week, it is possible that as the
telephone workers become nore familiar with their work, they will be
able to relieve her of even more of this burden. *
The present system of handling calls seems to be satisfactory
and to be sufficiently flexible to accomodate any increase in irork. To
handle a greater volume, it would only be necessary to employ other
Telephone Workers, The after-hours wosfc is undifferentiated, that is,
any person on duty handles anything that comes in, whether telephone
cvill or v.lre, and is not affected by the system set up for the handling
of daytime calls.
As regards the sources from which the undirected csdls came,
this study showed 79.0$ coming from relatives and friends of service-
men and 5»3# coming from the servicenent themselves. Fed Cross Cfcaptor3,
Branches and Field Directors accounted for 7.3$ and other social agencies
for 7.2$. Other sources totaled only i.2£. The large percentage of
calls received from the relatives and friends of servicemen seems to in-

dicate some understanding and considerable use of Home Service on the
part of the public. However, there appeared to be less an understanding
of the specific policies and functions of Home Service, than a feeling
that if the problem involved a serviceman or his relatives, Home Service
was the agency to appeal to. *t is interesting to note that social
agencies called over three times as often for information as tbey did
regarding specific cases.
There is some question as to the reliability of the figures
given regarding the sources of calls, for the accessibility of the
"relatives and friends 11 column in the schedule seems to have resulted
in a greater concentration on this source than actually occurred in the
calls.
In studying the needs presented in these tolephone calls, a dis-
tinction was mads between those calls on which no case was made and
those which involved a case. In the former category fell 60.7J& of the
total calls and in thr latter 39«3#« ^he calls on which no case was
made vere of two main types - requests for information and reassurance.
Over two-thirds of the no-case-made call 3 were requests for information
about postal and military regulations, the filing of allotment appli-
cations, Home Service policies, etc., with the largest number, or 22.1$
of the total informational calls, being in regard to allotments and
pensions. The fact that Home Service is used so wiaely, both by the
public end by other social agencies, as an informational resource in-
dicates the necessity of having the telephone workers accurately in-
formed.

Reaasur&nce refers to a somewhat different type of call and
although, frequently, Bom-; information was given, the chief service of
the worker was to listen, reassure or otherwise meet the anxiety of the
caller. Most, of these cull3 came from relatives and friends of service-
men and dealt with such subjects as their concern because of the failure
of mail to get through and the desire of relatives to get further in-
formation regarding men reported missing in action. Of all the undirecte
telephone calls, 16,6$ were in the category of reassurance and it appears
that these calls actually involved, in many instances, a form of short
contact case work.
The other basic classification of calls covered those which in-
volved cases. Of these calls, 18.8$ concerned active or closed Home
Service cases. This figure does not represent tho total number of re-
quests for reports on cases, because most such requests were referred
directly to the case workers or supervisors and were not listed as un-
directed calls. The bulk of the call3 involving cases, and 33.1$ of
all undirected calls, concerned that type of call in response to which
a case was initiated by Home Service. These covered the following: re-
quests for assistance in securing emergency furloughs because of death
or serious illness in families of servicemen; requests for welfare re-
ports on men unheard from for long periods or known to be hospitalized,
and problems, which, although service-connected, primarily involved the
fidnily here at home and often included requests for relief. Of all the
calls on which cases were triads, 61. Of? irvolved assistance with furloughs
or extensions of furlough. The culls which ftealt with family problems
and in response to which the worker either made an appointment for an

office interview or promised an emergency home visit, when the applicant
was unable to come to the office, composed 19.0$ of all the calls on
which cases were made.
It was hooed that this study would show the use which the
persons handling telephone calls made of :>tb^r socio! agencies, but this
section of the schedule was not generally useci and although some agencies
were listed, the figures were so incomplete as to be valueless.
It was our observation that, in general, the persons handling
telephone calls did not see the value and importance of that work. In
many instances, they did not appear to visualize the person celling and
sometimes under pressure, they failed to exercise the tact and patience
that seemed called for. For the trained case workers, the lack of face
to face contact seemed to result in a lessening of interest in the client.
The new Telephone Workers found the work stimulating and challenging at
first, but appeared gradually to succumb to the pressure ana the lack of
supervision.
There was no policy as to the worker* s identifying herself by
name when taking calls, although most of them seem to have done this with
fair regularity. There was also insufficient emphasis on the keeping of
promises. In most instances, when the worker was unable to proceed with
the recommendation for an emergency furlough, as she had agreed, she seems
not to have so notified the person to whom the promise was made.
The fast-changing policies and regulations generally come to Home
Service in bulletins from H.-?adcuarters. It often hapened that not all
persona handling telephone calls received this information immediately,

with, the result that the interpretations given to the public and to
other social agencies were not alv?ays uniform.
Finally, we feel that in spite of the limitations noted above,
this study presents a reasonably accurate picture of the volume, source
and variety of the undirected telephone calls received by Home Service.
Recommendat ions
Because of the importance of telephone intake, both aa to quantity
and quality, it would seem valuable to keep regularly a record of the
undirected telephone calls for the Home Service statistical reports.
More attention should be directed toward the importance of a
proper handling of telephone calls in improving the community under-
standing of Home Service. In Wartime, Home Service has a greater
opportunity than any other social agency to reach the general public
and some concept of 3ocial work, favorable or otherwise, will be gained
from the public* a contact with Home Service workers. ?or this reason,
the persons handling telephone calls should be people who are tactful,
patient, sympathetic, understanding and sensitive to the needs presented.
Because experienced case workers se-^m to have difficulty in accepting
the importance of contacts which are not face to face, it seems proLvnhle
that the best telephone workers may be mads through careful supervision
of persons who although not experienced in case work, have a good educa-
tional background, are interested in people and have other appropriate
personal qualifications.
In order that these workers be accurately informed and their

interpretations uniform, it might be possible to establish some form of
resource file.
More attention should be paid to telephone manner. The worker
should be pleasant, tactful and patient. Because personal identification
tends to give people a feeling of reassurance and security in the absence
of faee to face contact, the writers should be careful $6 identify them-
selves by name, both when calling out and when taking calls. Extreme
care should be taken to see that all promises are kept. Both with the
public and ^ith other social agencies, if a later report is promised,
it should be made. In all instances in which it is not possible to keep
promises, as in the case of emergency furlough requests when promised
action cannot be takes, the person to whom the promise was made should b©
notified.
Supervisor, it vould seem deairable to relieve her of an even greater
share of the undirected telephone calls than has already been done. This
could probably be achieved at present by a more careful channeling of
calls to the two Telephone Workers, but with the anticipated increase in
work, might require the employment of another Telephone Worker. The con-
centration of the telephone work in the hands of people who do this kind
of work exclusively wuld seem to insure the greatest possible uniformity.
Because of the burden of other v.ork carried by the Intake
APPROVED:
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